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1. What days are appointments only and what days are open to walk-ins? 

Beginning October 5, 2021, appointment-only days will be Monday, Wednesday, and Friday. 
Walk-ins are welcome on Tuesday, Thursday, and Saturday (half-days). 

2. How did you determine that alternating days of appointment and walk-in service was the 
best way to serve customers? 

When the General Assembly tasked DMV with resuming walk-in service in addition to the current 
appointment-based operations model, DMV first looked to other states to determine best 
practices. We found that states that opted to offer walk-in and appointment service 
simultaneously were met with long lines and dissatisfied customers. Specifically, problems 
included customer confusion; interruptions and delays; crowding and safety concerns; and 
dissatisfaction with both types of service.  
 
Based on our research, experience, and the ongoing global pandemic, we developed a system 
that alternates appointment and walk-in days, offering flexibility and efficiency for customers and 
the agency. 
 
Here are the advantages of this system. The appointment system is overwhelmingly popular with 
customers who have used it; our most recent survey shows that 77% would like it to continue 
and, for customers who can plan ahead, it will continue. Appointments also give us more ability to 
space out in our lobbies because we can evenly distribute customer flow throughout the day. This 
is ideal for customers concerned about the spread of COVID-19 and other contagious illnesses in 
a more crowded environment. 

Serving walk-in customers on designated days is the most beneficial system for these customers 
as well. We simply cannot predict how many customers will arrive at DMV on any given day in a 
walk-in system and what types of transactions they’ll need to conduct. Designating specific days 
for walk-ins enables us to dedicate all of our resources in the most efficient and effective manner 
for this type of service so that customers can get in and out as quickly as possible, though waits 
should be anticipated. 

3. What health and safety precautions will DMV take on walk-in days? 

Customers are strongly encouraged to wear face coverings, lobby chairs are spaced for 

distancing, and lobby capacity will be strictly enforced so customers may need to wait safely 

outside for service until space is available inside.  

4.      Will there be extra security? 

DMV currently has security officers at many of its locations and is adding more security to  

facilitate orderly customer traffic flow. 

  

5. Will there be capacity limits for DMV office lobbies? 

DMV will not permit lobbies to be overcrowded. Capacity will be based on fire marshal and health 

guidelines. 
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6.      What time will you stop allowing people to get in line on walk-in days?  

Just as before the pandemic, when DMV closes at 5pm, it will serve any remaining customers in 

the lobby on walk-in days. 

 

7.      I scheduled an appointment weeks/months ago - what happens to that appointment if it 

falls on a walk-in day? 

DMV will work with customers previously scheduled for an appointment on what will become a 

walk-in day. DMV will make sure all customers with appointments have new appointments for 

another day and time most convenient for the customer. 

 

8. What are the mask requirements for appointment and walk-in days? 

Customers who are unvaccinated should wear masks inside DMV offices. All other customers are 

strongly encouraged to wear masks. 

 

9. How long will I have to wait to be served on a walk-in day? 

Wait times will vary depending on the volume of customers who walk in for service and the types 

of transactions to be conducted. DMV will post average wait times for each location on its website 

for customers to make informed decisions prior to visiting DMV for walk-in service. Customers 

with appointments experience little to no wait for service at their scheduled time.  

 

10. Will you have walk-in days for DMV mobile service? 

DMV mobile teams coordinate visits at a variety of locations such as libraries, government 

complexes, and community centers.  They operate by appointment only. Appointments at DMV 

Connect locations fill up and rarely have no-shows.  

 

11. Will I be able to do any transaction on walk-in days or will it be limited to only certain 

services? 

All transaction types will be offered on walk-in days.  On appointment days, services offered are 

those that, generally, must be done in person. 
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12. Why bother having appointments if I sometimes have to wait in a line on an appointment 

day? 

Appointment service is more efficient. Short lines to be checked in for appointments usually occur 

at the start of the day when customers have arrived at the same time when DMV opens.  

  

Appointment service is overwhelmingly popular among customers who have completed 

transactions; 77 percent of survey respondents indicated they would like to see DMV continue 

appointment service. 

  

Designated days for appointments are an appealing alternative to walk-in days for those 

concerned about virus transmission. 

 

13. Will I be able to do a knowledge exam or a road skills test during a walk-in day? 

All DMV services, including skills and knowledge tests, are available on walk-in days. 

 

14. What if the walk-in days don't work for my schedule but I don't want to wait for an 

appointment? 

DMV offers services in a variety of ways.  We recommend using the more than 50 online services 

or mail.  DMV also offers drop-off service for titling and license plate returns. If the service you 

need requires a DMV visit, a DMV Select location may be a good alternative for mostly-vehicle 

related work.   

 

15. Will I be allowed to have someone accompany me on a walk-in day? 

DMV encourages customers to visit alone, unless needing another person for assistance 

(mobility, language, etc.), to allow ample distancing for other customers and keep the office from 

reaching capacity.  
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16. Does DMV ever plan to return to a walk-in only service model? 

Appointment service is overwhelmingly popular among customers who have completed 

transactions; 77 percent of survey respondents indicated they would like to see DMV continue 

appointment service. 

  

Designated days for appointments are an appealing alternative to walk-in days for those 

concerned about virus transmission. 

 

During the pandemic, customers shifted the way they do business with DMV in that more 

customers are taking advantage of online and mail-based services. DMV is conducting over 10% 

more transactions per week cumulatively through all service channels than before the pandemic. 

For the week ending September 4, 2021, customers completed 359,452 transactions across all 

service channels, as compared to the pre-pandemic weekly average of 309,111 total 

transactions. 

 

17. If I don’t have an appointment, can I wait for a cancellation on appointment days? 

Please schedule an appointment or return on a walk-in day. If you would like walk-in service, 

please visit DMV only on Tuesday, Thursday or Saturday. Monday, Wednesday and Friday are 

reserved only for customers with appointments.  However, you may drop off title work and return 

license plates on appointment days, for pick-up on a later day.  

 

18. How can I cancel my appointment if I choose to walk in for service instead? 

Appointments may be cancelled simply by using your appointment confirmation email. If you 

cannot find your confirmation email, please notify the customer service representative of your 

appointment day/time when you walk in for service. Thank you for taking the time to make the 

appointment available for another customer. 

 

19. How far out can I schedule an appointment? 

A maximum three months of appointment opportunities are available at any time on the calendar. 

Each day, a new day of appointments is added to the end of the available 90-day period. 

 

20. How early can I renew my driver’s license? 

Most customers may renew their driver’s license up to 12 months in advance. If you are unable to 

renew online or by mail, please schedule an appointment for the most efficient service and avoid 

busy walk-in days. 

 

You may be eligible to renew your driver’s license for two years using the DMV website, 

dmvNOW.com, or by mail.  This will delay your need to visit DMV to renew and get a new 

photograph. 
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21. My decals are expired. What do I do? 

If your decals are expired for less than 12 months, you can renew them conveniently online at 

dmvNOW.com. You’ll be able to print a temporary vehicle registration card to keep in your vehicle 

until the new card and decals arrive by mail 7-10 days later. You may also renew by mail. There 

is rarely a need to visit DMV to renew your tags. 

 

22. I need to get a REAL ID. What should I do? 

REAL ID requires an in-person visit. The best course of action is to schedule an appointment at 

dmvNOW.com/appt when it is time to renew your driver’s license. Federal REAL ID requirements 

take effect at the airports on May 3, 2023; if your license doesn’t expire before then, schedule an 

appointment for a license replacement at your convenience or use another acceptable ID when 

enforcement begins such as a valid U.S. passport. Scheduling an appointment for non-urgent 

service helps you avoid busy walk-in days. Check out dmvNOW.com/REALID before your visit to 

make sure you have all the documents you need. 

 

23. Do I need an appointment to return an old, no longer used license plate? 

Customers do not need an appointment to return old plates. If eligible for a refund, customers will 

need to complete a form so a check can be mailed. 

 

24. Will DMV Select locations allow walk-ins or serve by appointment only? 

DMV Selects are contractual partners that conduct select services for DMV.  The partners 

establish their own service methods and hours. They have the option of operating by appointment 

or serving walk-ins. Please check the website of the DMV Select you plan to visit before seeking 

service.  

  


